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Enhanced 9-1-1 Board Mission Statement 
 
The Enhanced 9-1-1 Board’s mission is to provide a statewide emergency telecommunications system, accessible to 
everyone, and to administer and oversee its operation. 

 

Narrative Description 

The Enhanced 9-1-1 Board has statutory responsibility for the design, installation and operation of statewide enhanced 9-
1-1.  The Board establishes standards for system performance based on nationally accepted industry standards and best 
practices.  The Board undertakes a variety of activities to ensure that performance standards are met and that the public 
receives the highest quality service possible, in a uniform manner state-wide.   
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Summary Sheet 
Enhanced 9-1-1 Board 

FY 13 Budget Presentation 
 

 Key Functions – The Enhanced 9-1-1 Board is the entity responsible for delivery of Emergency 9-1-1 
services in Vermont. The Board does that with a staff of 10 in Montpelier, who work in Information 
Technology, Geographic Information Systems and Mapping, Training and other administrative 
functions. 9-1-1 calls are taken in any one of the 8 Public Safety Answering Points (PSAPs). Four of the 
PSAPs are managed by the Department of Public Safety. The other four are managed by Lamoille 
County Sherriff; Hartford Police Department; Shelburne Police Department, and the St. Albans Police 
Department. The call-takers work for those entities.  

 
 Programs Administered and Current Budget – The only program managed by the Enhanced 9-1-1 

Board is the Emergency 9-1-1 program. This statewide service includes all municipalities in Vermont. 
During calendar year 2011, the PSAPs took 197,598 calls, an increase of 5.5% over the previous 
calendar year. This increase includes a significant number of calls received on the day that Tropical 
Storm Irene hit the state. For example, using the 2011 total calls as a base, the average number of calls 
taken on any day is 540. On the day that Irene hit the state, the PSAPs took a total of 2,165 calls. This 
number is 50% higher than the previous daily high call volume.  

 
The FY 12 budget is $5,845,000, and includes $1.2 million in one-time expenses. Those expenses 
related to the migration from the previous service provider to Intrado, which now manages the 9-1-1 
call-taking technology, and the final payment due on the equipment revolving loan fund. 100% of the 
funding comes from the Universal Service Fund.  

 
 Expected Program Outcomes – Because of the nature of service provided, and the intent to have 9-1-1 

in Vermont be a statewide service, the Board focuses on goals and measurements that relate to call-
taking and performance of the call-takers themselves. In the case of many emergencies, time is of the 
essence, so one measurement is the time it takes to answer a call to 9-1-1, which averaged 7 seconds in 
calendar year 2011, consistent with past performance. The Board is responsible for establishing 
standards for the program, and call-takers are required to follow written protocols and guidelines for 
dealing with the specific emergency that is presented by the caller. To enable a comparable level of 
service regardless of the location where the 9-1-1 call is answered, the Board first certifies each of the 
150 +/- 9-1-1 call-takers by providing initial training to new call-takers. The Board also runs an annual 
recertification for all call-takers.  
 
In calendar year 2011, the Board was forced to skip the recertification process because of the additional 
training required as part of the change in system providers. That has allowed the Board to spend some 
time preparing a new method of delivering recertification training. The Board convinced the Vermont 
Information Consortium to host a Learning Management System that allows the building of online 
courses while also providing tracking information about participation. This will lead to an overall 
reduction in training costs for the PSAPs, who currently have to send call-takers to training and pay the 
additional cost of covering shifts or overtime when the call-taker works a non-standard schedule.  
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The Board also requires a minimum of 16 hours of continuing education for all call-takers, and helps 
them meet that requirement by providing a number of different one-day seminars presented by Board 
staff, training staff at Public Safety and outside vendors.  
 
The Board also conducts call reviews where a training staff member will listen to randomly selected 
calls and score them to provide feedback to the call-taker and PSAP Administrator. During 2011, the 
Board also changed the call review process so it is more qualitative in nature and less subjective, and 
expects to launch the new system in March 2012. This new system will allow staff to review more calls 
and over time provide a statistical basis on which to make decisions about areas of focus for 
recertification and continuing education.  
 
Finally, the contract with Intrado includes a number of measurements of system performance and in 
some cases penalties for non-performance. The Board imposed a $70,000 penalty against Intrado for 
failure to record approximately 14,000 9-1-1 calls. The recording system is now fixed and has worked 
well since the time the recordings were first lost.  
 

 What the Board Would Change – The Board believes that with the introduction of the Intrado system, 
Vermont now has the most up-to-date Next Generation 9-1-1 (NG9-1-1) system. As noted above, the 
goal of consistent training is to help ensure that a caller to 9-1-1 receives quality service regardless of 
where they happen to be located. The system makes it much easier to make changes to how calls are 
distributed to the PSAPs. Following Tropical Storm Irene, the Board learned that the existing 
distribution process could be improved. By continuing to balance the distribution of calls more evenly, 
each subsidized call-taking position should eventually be able to answer roughly the same number of 
calls over the course of a year.  
 
The spring floods and Irene also demonstrated that the existing back up PSAP, which consists of four 
positions in the Montpelier Board office, is not practical for use. In each of the serious weather events 
this past year, Montpelier-based staff were unable to access the Capitol Plaza building where the office 
is located; so one project this year will be to identify a site where the Board can quickly bring additional 
positions online in case of a serious emergency. 
 
The single biggest challenge right now is the inability of the cellular companies to provide consistently 
accurate location information for those individuals who access 9-1-1 using a mobile phone. During 
calendar year 2011, 60% of all calls to 9-1-1 came using a mobile phone. Having accurate location 
information is critical to situations where a caller is not able to identify their location due to the nature of 
the emergency or because they don’t know exactly where they are (for example, an out-of-state caller 
driving up I-91 who is not familiar with their location). The Federal Communications Commission has 
established future dates at which time all cellular companies must meet stringent standards for provision 
of location information, but due to how certain carriers have implemented location technology, it could 
be 2018 before they are all required to meet those standards here in Vermont. To the extent that current 
efforts improve cell phone coverage in the state, that will also help improve the ability to provide 
location information for mobile phone callers. The wireless carriers are working hard to make these 
improvements. This situation is an example of how changes in technology don’t always keep pace with 
marketplace decisions made by consumers, who more and more are abandoning traditional phones that 
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were always in a fixed location for mobile and Voice-over Internet Protocol (VoIP) phone services 
which may or may not exist in a fixed location.  

 
During the 2011 session, the Board worked with the Legislature to pass amendments to the 9-1-1 
enabling statute. Part of those changes was a requirement to do a study of the Universal Service Fund 
(USF). The Board assumed that due to the migration away from landline phones to Voice-over Internet 
Protocol, and especially to pre-paid wireless services, there is degradation in the base revenue against 
which the Universal Service fee is applied. The study found that unless changes are made over the next 
couple of years, the USF may not continue to generate sufficient funding to pay for 9-1-1 and the other 
services funded through the USF. In addition, a bill is now pending that would create a high-cost 
program as part of the USF that would enable incumbent local exchange carriers to recoup some of the 
costs for providing service in high cost areas from the USF. Additional uses of the USF may be 
appropriate, but as it now stands, there may not be enough funding in the USF to carry even the existing 
programs forward, which suggests a need to take other actions to secure the funding for this and the 
other important programs funded by the USF.  
 
Finally, the Board is introducing the concept of setting aside an additional amount of funding of about 
6% each year, to be held as a line item to be used to pay for technology enhancements to the 9-1-1 
system. As seen during FY 12, the need to change system providers resulted in some one-time 
expenditures which increased the 9-1-1 budget significantly. This also had an impact on the USF rate, 
which has swung from 2% in rate year 2009 to 2010, to 1.35% in rate year 2010 to 2011, and back up to 
1.60% for the current rate year. The Board is cognizant of the pressures on USF funding in general, but 
believes that setting aside an amount of money each year to be used only for future technology 
enhancements will enable the 9-1-1 Board to respond quickly as new technology, like Text-to-911, 
become commercially available, and help avoid the up and down swings in the annual USF rate. The 
E9-1-1 System Enhancement Reserve Fund is described in more detail beginning on page 6.   

 
 Allocation of Funds – With only one program there are no issues with allocating funding by program.  
 
 Status of Federal Funds – The 9-1-1 program receives no federal funding so there is no known 

potential impact on Vermonters due to a loss of federal funds. 
 

 Position Changes and Vacancy Savings – The Board recently experienced the retirement of a long-
term employee who has been replaced and is also in the process of hiring a new Information Technology 
Manager. Both changes will generate some vacancy savings, which can be used later in the calendar 
year for a summer intern and potentially for a new position, although there are no new positions 
requested or included in the FY 13 budget.  

 
 Grants – The Board currently subsidize 26 call-taker positions, in the amount of $45,000 per position, 

which leverages 150 call-taker positions for this 24/7/365 operation in the PSAPs.  Eighteen of those 
positions are governed by a grant to the Department of Public Safety. The other 8 positions are governed 
by contracts with each of the remaining four PSAPs.  

 
 Carry Forward Funds – The Board had a carry forward of $1.9 million from FY 11 and anticipates 

having $500,000 in carry forward at the end of the current fiscal year.  
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E9-1-1 System Enhancement Technology Set-aside 

Over the past year, it has become clear that the Enhanced 9-1-1(E9-1-1) system would benefit from the creation 
of a System Enhancement Set-aside as part of the annual appropriation process. The set-aside will be used only 
for purposes of upgrading the primary technology systems used in the E9-1-1 program as well as to make 
enhancements to the systems to add new functionality, as described below.  

There are two main reasons for proposing this set-aside.  

1. The new call distribution system implemented in May, 2011 is considered state of the art. The system 
makes possible some exciting improvements like Text-to-911 and the ability to associate video with a 9-
1-1 call. Commercial availability of these enhancements depends on the wireless industry and other 
service providers to agree to standards for how these new enhancements will work. Because there is no 
way to ensure that the rollout of these enhancements will coincide with the budget cycle, having funding 
available that can be used as these enhancements come to market is important.  

2. The other reason to build a reserve is to avoid spikes in the E9-1-1 budget, which in turn will tend to 
smooth out the Universal Service Fund rate; in recent years, the rate has gone from 2% to 1.35% and 
back up to 1.6% in the current rate year.  

There are actually three enhancements on the immediate horizon for which reserve funding would be used. One 
is to fully implement Text-to-911.  This enhancement will greatly benefit individuals with a hearing impairment 
and enable them to access E9-1-1 without going through a relay service. The Enhanced 9-1-1 Board is currently 
considering participation in a test of Text-to-911 to begin later this spring, although a fully functioning Text-to- 
9-1-1 solution is not expected this year. Another enhancement is to provide an interface between the 9-1-1 
system and the Computer Aided Dispatch (CAD) system used by Public Safety and most, if not all, police 
organizations in the state. The Department of Public Safety is in the process of engaging a vendor to do this 
work and E9-1-1 will be participating in that effort and expects to incur costs associated with making changes to 
our system to accommodate this work. Finally, the E9-1-1 Board has joined the effort to create an enterprise 
Geographic Information System (GIS), working closely with the Vermont Center for Geographic Information, 
AOT, ACCD and other state partners. This initiative will enable the Board to upgrade the GIS, which is a key 
component of the 9-1-1 call-taking process, without having to duplicate efforts that can otherwise be done in 
collaboration with other users.  

E9-1-1 just went through a cycle where the one-time expenditures for the installation of a new E9-1-1 system 
overlapped two fiscal periods and challenged the USF rate setting process which funds E9-1-1 and operates on a 
September to August fiscal year. If the E9-1-1 system installation project had run slightly ahead of schedule, 
E9-1-1 might have run out of funding for the project. Including a line item for a set-aside in the E9-1-1 budget 
will both ensure that funding is available and will smooth out rate changes for E9-1-1’s one-time projects as 
delineated above.  

The table on the next page represents the anticipated cost of E9-1-1 enhancements. They are not based on firm 
bids but do represent the best estimate to date: 
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Item Time horizon Estimated cost 

Enhancements to GIS system FY13 Q1 $100,000 

Full Next Generation E9-1-1/CAD Interface FY13 Q2 $100,000 

Text messaging support  FY13 Q3 $150,000 

Video Support  FY14 Q1 $150,000 

Full Next Generation support; e.g. all calls come in with 
location attached, ALI database goes away. FY14 Q4 $100,000 

 

The tableassumes that by the end of FY 13, the three enhancements described on the previous page will be 
commercially available.  

The use of the set-aside will be restricted to information technology system enhancements and first year 
maintenance costs, if any. All projects will beapproved by the E9-1-1 Boardand the Board will report on 
projects, activities and expenditures of the technology set-aside as part of Board’s fiscal year budget 
presentation to the House and Senate appropriations committees. 
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